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elu) a gall dead Gye AI gill hvac Cpe Ad ily) La Lash 1% 1265 Anis Laas giall Le gall 2% 
ANGal Aleta) zak Aa gecall a oF pall cael Ja gall alae ah gM) pats Lee 15 Aas 
Stall (8 hae 


Colers %14 Loin alall ¢ Ubaill (28 Lab ge dined 2 %57 GI Leal (2) Ssrall oe eke s 
Aah all Lise Gyo 88 %7 Glad Ss gull GL Ld lll %20 5 «alll ¢ Una. 

¢ Lusill ol Guia acianll cd g Lae 3h_y-all yg sl sll au Sexi dartill oda , 
oil gl taal ¢ Lah! dead Solus lle ppd ald 6 gill pf Cillian CStbe of ali gh ce Gud CDLLall 
edlle ¢ lui (tha AIS yLEal) cnx %71 ol a4 Aus) all oad re) 6CoLsall ost 
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Aga gral) Aap yall AsLoal) (68 Anil) Ad pall Giles} 5.4 ga hy all wali clay io 





Lee Adsell cy0%20 colle: GDU) 5 GLIA Ca 5 acinall ddele 44d Jue} ab Jie Y LS 
cel Gale) 5 gatlunsl) yuna abet Gf adsiy gill ball oka gad g LAs 4a ill Cy 
gents Oo) gd penal 5 gual Cle Gas 

cot Ane yi ied Anal) ode 5 J sia) Glare Ge 5 Adsl) (40 %7 Sect Auli) dad cla GJ LS 
Agilaliial 5 pe Afr gui ALS poset cf Mila gall Se) gull 

fad SI Gf Badly adel Ja gall 5 Uigell og pattie Cpu Aebliiall Sloat dali cl pals 
C4 %31 Chg Ghrrclal) GLlUall Lei 6% 76 alg: rclall Sa gall Gleay COLL) Shara Ge 
Jas gle Saani (gill Apealall ANULY gal 4 LAV) J gpall og Al 6 ps GaSei dal oda Aigal 
Ay yc sLISall (68 icy Cat 
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Aga gral) Aap jal) AsLeal) (68 Apia) Ad pall Coles} 5.450 


Ay anal) wali ely .2 





dua} yall Lied 4d) FS gayall Gailuadt (2) Jyte 








ie ees Jal 


%32 

%30 

%15 
%9 
%6 
%8 








agli) yaa) Atle) 
Aelia) 

%32 

%35 

%33 


%1+65 
%12«5 
%17 
%64 





Jk 11000 — 9001 
Jk 11000 os 3S) 


Jk 3000 -1000 
Jk 5000 -3001 
Jk 7000 -5001 
Jk 9000 -7001 














stall Ge badly Gus (2) Sorell fd Lead pele ald Jaa) Gd Ge diel 5 i itt LI 
oe td col) ppd Lens Auk peal ea 28 IS Lal Aaa adi 5 Us tll Dall Gods) LlS 4) 
g Las gL ASG) JS guall Apud aah yd Leip cLudll gal dy lash J gpall Aung ati 5 Saal) Galas) 


Jaall (5 gives 


30 5 +Jb33000-1000 Gx Golds ¢ sl Atel G2 %32 ULE (2) Dsrall Ge Gary Liss 
Jy 7000-5001 Gx Welds ¢ 1 %15 Lain «JL 5000-3001 Gx Le3 ¢ sty Atel Os % 


Abst) G2 %9-6 Aad On cs! 8 Jk 7000 LelS> Gs (All 5 Atel) Ae Ll 


2 %30 oI dsrall ye eee Cus (3) Asta gb pela Lgilé Ail) ge Ualeill Gailies Ui 


6 AY A sill Ow 
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Aga gral) Aap jal) ASLeal) 98 Apia) Ad pall Coles} 5.4 ga Ly sald ali ela ia 





Ail Ga Jaleill (6 Abell Gaited (3) J gta 











SE jad Ul) ae Jalaill 520 eel) dl pki) 
Y! cll) 
getty pull (So geal 
cet sll ea cll 
“Sve (oo gel 
cei il (So gull 
%12 dis Ge il 
%32 SI gee 3 Gye il -1 
% 364 SI gies 5 ye il — 3 
%9 SI gw 7 Gye Jil — 5 
%0,6 I sis 9 Gye Jil — 7 
%10 FS I sis 9 
%25 ax 
%75 Y 




















MS g Cal gies 5 lial) ae Ulead j lacy al dust pall (8 GIS Likall albes gi Lua Lad LS 
19 Cpe SS) Lei, Aah penal! Aeadll gas cla) gal aa gill Blas CW jad Lee Aine) ye % 80 Ara 
Aas pall gh US Leal (0 %25 Gl cl} AdLAYL I gid Yo Al pill ae Ugbeled Bae a fi Lined Ge % 
SV shall Gp Oh gall 4a gence ane col) A yiall ylas Gals tas Lils Ane Cloke (gall Glial yuki gh Gans 
Bi_yall SLeaN) azadl ayadi cle Aatiall A giall ails Yb 8 Acald caus oc al pall Aguaills 
pCi) Glue 8 U8) Litt 

Boge G AGLal) 48 noel) eral Saye UnbLal SERVPERF go psi cle ely Gal Go fe 
C Ala YI g 6 FULLY) 5 ¢ Ages galall i sled Aaseds aaecth AiLouill 48 pool Lord! ASN esd 
plat ardio) ab 4 Asda) ASM bagel) ae bo pbs Luli sla! oda Cuuliti 5 ableill 96 Gls! s 
(Beta) Uele jUi8!) a5 LAS | preiall Uolall cle Aces) Aldinvall slay! 5) Gull sorta) Joss! 
aladtal aig Stisall psrall (yo Saal ySaa.5 cd Gealall eit) Guo lal 28 ed giall pzill 4a peal 
pkiall 5 Aldiswall Ch peal yas ASDA pass he eA geil 808 Cle Ca yell (adjusted R?) 5 (R’) 
t) SUL leash Gung Alicall Gl pried ye puke IS jad 3 98 Guy lal gi LAS atl 
. (Beta) sles 5 (test 


Agiloil) And eral) Last! AulSt) 5. gal) audi (4) J gta 








Aull! asitill 
17 3 jan 
80 Jan bua 
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Aga gral) Aap jal) AsLoal) (68 Apia) Ad pall Coles} 5.450 Ly all ali clay io 


























2 ba 
I al pe 
100 € gamall 








sda cd pela LS 5 Aad penal Lard ASM 8a gall Ggandd Gye GIS Lal Sl gud Apudlly 
9 Joa das Lal ede %80 So Uae ood bles Lil Atel G0 %17 Catal aid [gale LLY! (4) 
L 5 6% 2 Asad MD 5g AY pide gl Baap Lal And penal) Lordll AuISN Sagal) pried dinell Cys lap dhie dod 
Aa till da Old ale SSds y  GULY) le Apitis Led) Gf GIS Lidell adie Y Lain oll sill ple % 
ASLeall 4 Asbuill 4d peal) Ard ALIS 3a gal) Qe Oval ed Ge LY ¢ Lb! ot) jot 
= 1) Gc Gall 5 (Likert) Utedel Lids 5 (1.88) Ab patel Jog) Gls) Las gill GJ Gos 
Jae Baap 9 3 sles Gp ei AISI 3.2 gal) Gls (Apitie = 5 (I) Blinn 

ell Ay ypadlll 6 pad) Aga gare Coll yt Slat) lia) eit Gl (5) Jssall a eb LS , 
B yall od 5 cba gall Ausedll Lad) £8 pezill UDLA ys AgiLuaill Aad pecoall Lad ALIS Sagal C8 
ASJoat SUS g Le an Ql Y pede patins Ay yrssdill 5 yall Cpe cg giewall La 5 (0,138) Coeh a8 4) pail 
4d peered! 428) dig 243 pe S59) Gils SERVPERF Usleds Go) Gus «Quldall Lad Gab ill Ail 
(P=.10) Agari (5 siswe sic LORY) Ibe (8 A8DLaN usd ain alIS gue gle y ASLoall 4 AsLuill 


Awol) ste SU sieial) saad) Wid) Gili (5) dyte 






























Sig T Beta ASial) Lal gett 
0.007 apa SL al 
0.082 ayslaic YI 
0.074 ALI 
0.930 Chal 
0.025 2.256 0.153 ball 
Mean square = 2,432 F= 13,194 sig=.000 R = 371 R’ = .138 


Adjusted Re S197 

Ad peeved) Le sall AISI 5.2 pall LG Sell Aces) SL Gn He GI (5) Stall oe bade 5 
il gate pela salle Cin) (sca g 9h Ge at g Ay gine A pilin) ANY GIS Lge der) Go) aay Alaa) 
O) pbAl lass! 4a Cs Gath 5 YI Ge pall (4 Cue fill LS Aya pep gba Lis gala! Agatall 
255 col) 585 all ode 5 (P<0.05) Az sine Agihas) Ala la 2 5 (0.141) Geb (Beta) Jales 
aglaid 5 Aral) Ayicill 8 Let Cg Aus gelall AyaLall all gall 5 ASM 52 gall Cg gisue yy Aya ph Ade 
CEL gall GU ygbaall 5 SLY! ine 
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Aga gral) Aap jal) ASLeal) 68 Anil) Ad pall Coles} 5.450 hy all wali clay ia 





) (Beta) Seles aly af 5 443 pb AUIS) 52 gall ate GLa Apleie Y (g sive Galal) aeall Lil 
5 Anca) s 5 Ada Lag SS Shit) 208 LAS 4a) cing ld 5 (P<_1) Agtlees) Aa 53.5 siees 2 (0.113 
4B S35) LAS 5 Deel! Glas ae al gall Glee Gault 5 ani (8 dalle Gib gall 8 lee Guils Lils 
Aa sill ode Gd ay g gd pooall Losdll AUS 3a gall Balj (gf abl decins ode GLd idl 4 AlLeall 
Coal Je ac jiall GLa 4 pall J ged aS 93 

(Beta) eles dl Gus Ads) an Gala) 5 GIG) Gad J pd Led (5) Jt eee 5 
Lat) LEB ge (ye 8 pales cTLia Culs Las 4a} cing ld 5 (P<0,1) Autlan) ANYo cs gives a (0.115) 
AG1SM Cie gheall aya 9 LEY) Guus ae de pou Alper) GI Ladi Loy! 5 Ceadll Aub 58 
Ag pmeral) ord) AyISI 8.9 gal og giswe cle Lilay) Ells (Sail LalS Alyoall 

(5) Sys (83 paUall iltill UNA Gye dpa ball aie ere ab LLL Gall all Lil 
Ayan) juSe5 dayiill oda 5 (P <0.025) Agilias) A195 sisue as (0.153) (Beta) elas Aly Sis 
Cabaleill Aparl 5 59 cle aS AS gg ctipaals o Led} y dae cy leit! clad 5 drell cle Gopal 
2 vill J snd duo SUI Lag patil) Gai ALIS, 9 4d pvenell Aros ApISI Sa pall aco Alert) ae 
aalall 

6 sis & (0.006) (Beta) Sales ay Cus alles eit gi old OLYG Gels! all LI 
Saal Naa 8 oda 5 aI) Ge pall Gad ltl 5 sill 8 gaa Y Les (0,930) 4p sine 

AIS 5.2 gall 4b Sal) proline!) rns Baga (5 she Spa Aisa sl Aa ed Udell ue a jal 5 
Calas Gulud gle Gulia Ai Sell a piel) 5 ADAM al gall Gaye ad add AgLuil Ag pod) Zaaal 
cob GI Gulbde o Lvicls GAY! ales Guse ni ab ccs leeall Gp atl 5 colicall Las gall 
pela 5 Saas giall Ge apall Cal ail Stl lute Y) a ods) 5 Aabiscall daraball O13 Ql gall sf 
Sad) ob Adel) Jal gall 5 5 (6) J saa 

alone IY! (1.65) 5 (2.362) On ersld 5 ait) GL BaDY lsd) Las fall Lad, 
ales gle Dl yerll ¢ Labi (Sey lan 2 Ge Ugied  Y (6) Usted) 24 pe bi LS Las shall ait 
cole Say Las , Sil go 5 Bas Gil 50 Ou (Likert) Lube! Ls Aafiill ode pea Cus ol gill (24 ba gall 
Cd Ancdall 5 Ad pucoal | Leal ASI 5.2 gal) cs gine Ge COL veell cal pull Glo! ¢ Lay 


dott) Baga Quilsde GI lc Gilli (6) Jota 












































3] Se [2 [es o— 
1 0:3741 0:621 1:66 ZN Gigi Ga) aid) pati 
5 0:4221 0<699 1656 Ai) ae abl 8 GLI al 
3 0:4224 0:732 1:733 Die Aad §diee dey Ai) jy 
4 0:4272 0:786 1840 Ag d eal ca Gye Sask Gls Say 
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Aga gral) Aap jal) ASLeal) (68 Anil) Ad pall Coles} 5.4 ga hy all ali clay ia 


































































































cai il a ad beget ae 

5 0:4387 0:655 493.1 ald Ay pass gt AnealAll Gils gleall ee chil Seley 
6 04435 0+796 1«795 4 gguus cil (yagds GEL gall GJ pat 
L 0:4480 0:896 26000 | cle Cre pad 5 LAL gall cll (88 Ligall Lavi 
alread) 4rd) 44 roll Cab 5 
8 0+532 0:916 2021 | 5 gtlels 4H 4rd 4S (le GLa gall a 58 
ht) 
9 0:4691 0:796 16697 | DLS Gs Chiba!) Ge Jiu) dad lial) 54 
cat 
10 04703 0:776 1665 JalSie 5 abate chill Tahal) areuail 
11 0:4727 0996 26107 | 3) lead (gl Aaleiall Gls gleall ques clit (21 ards 
Bdptnee Cl jLeitil 
12 0:4767 0«858 1+8 Hi ye 9 GY Clik gall gla 
13 04978 0:925 16858 ALi (8 ALeeall Sladial Guan yall 
14 0:4984 0<952 1°91 Ail) Glles Leila 3) 
15 04989 0«893 1<79 lial) Lab go (gle slate) thas 
16 05003 0:864 1<727 ALi) lala ga ee Jalal 68 Gil 
17 50770 1«118 2«202 AlrerS (234g 8 Auld Ale ) chill ls 

18 0«520 0:938 1«804 198 Al lad! (gle Glib gall Custis 
19 0+5384 1<093 1°91 Je yuu lard Agitis lab gall si 
20 05578 1<003 1<798 4ada 9 decals Glin Ca gts chill 1 aaa 
21 0«5807 1°44 1°97 4.81) lua! dail Gidea St) ins 
22 0:6550 1°547 26362 col duals ll 8 al gall Id GI 
23 0+«8322 0906 1<0887 aD dead ost Aiwa dra lil) Gb go jis 

J sted) Gly ced (A de gene Sua) Gy} an DESY) alec! Lit y hel gel Oat oll bill, 


On Cred Ba gm al gall Jed) Sid Lil TIL 5 GdGsy! Ceara lal Jai Sid a 5 
9 9 Ape galall aaa Glety Jalal Jagd "AN! Lyall Ail) pasta" lal) yeas Ul se dased zl 
9 peal Le PU) Gl sill Gast 5 aed A gill ad ge Sl) Gla) ell ¢ Lib) Gases 
a8) aged 

Li) jhe gy EATEN LaLa Metall ae Laledll 28 GLA pel GLS8 St Ll Lal 
Ay jas ot Anal all Cabs gleall aio cliall Vale" gh 5 QuelAll Uelall 9 "A DLec Lad (8 dine dees 
AB ja 50d od GLY 5 GLU gel Apeal Sag GLY) ey Gey EY Lil gall oda MLL 
Lalasr) Ayer! (cle aS 5s alld 5 Aull Leal 5.290 clad Qala ¢ LBA! 52 523 ob ee 5 clially Seal 
Lee aves gue Cpe Aer) ode Ay jreii Lal ASal) Aerall le area 5 Dale) 68 QLAYL Alpenll 
oaleall (8 4a pall 5 Sea gueadll (Seatié ale JSt veal Aue) (Ses 

dass Gleiy eLall Jaa g "AGL gl) al ee peell Aad lial ate" ged al pl baLall Lal 
Co} asa) ode atin Cus Alpeall Load] lial! aul gs (cll gall ad Ausall ¢ lida GaSe 5a 5, ableill 
8 a ol) Ail Sta gh} ye Alea! 
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Aga gral) Aap all ASLeal) (98 Anil) Ad pall CiLesdt} 5.450 hy all ali clay ia 





sila gill 9 Laila) 
coh AgiLuill 48 pall Aerdll Baga gai GMreall lea gig el) Ad pee cl) Grad [ae aaa 
col) Casall Jae Caan LS dived! oslal SERVPERF cubis aladtiok alld 5 4g2 seul! day pall ASLoal 
Aed8)) ode) LUISN 83 gal) Cul 
coh AsiLaill 4nd penal! Leal USM da gall Ge la! eb! Gad gilts SLi ad, 
ABS Cus (ye ld Asal) 0 %97 Md CusSe All 4 Aad pall (8 GIS Lal! dic Gs pre LS 4 Slaall 
Co yas) 288 A all Leal AUS 5a gall aie gd pucoall Addl) Ba ge Culpdal 25 Sally Aovedd) sled 
4otdU) ALIN Sagat cs shaves Culydall Ida sll Gs das! Gy dpa pb LL) didle agay ye gilt 
dtd 41S Sagat) ote QLedd Agius! Na IS 4a Leb) 24 Gulpaall G8) 5 4nd eal 
AS pall 
ALANS hice gill ye ane eI fil) Gay ail oda c ge cle 
Say Crue gag gl Uggs Ba yall ala ayant p48 seley Goh ye ol DU Gulide LLY! Apaal 1, 
adh 5 acl as yb Jb 68 5 GL pall oda Sis cl a'Y SERVPERF Celie: GULLY! 
pce ind Allg Carll ae LoLeill (8 gael) Ady gail Glee gill» GuILAY UGLY 85 te 2. 
AgiLuall 4a weal) Aerdll jy glad Ute) 94 Deel) pai Aga 5 As 
Fold 5 ASlaall 8 iLuill ecinsll Gea gi 5 jailied 44 pees pied Cll GLU all GSS 3, 
aponali pf Saclualls SiS Gilall lags Blew! G) Gus KI Lead Gen pes DU bial 
gill eelinall 8 44 JSD LaidDLs 4b peas geal 
4] ca pall abaiall Sell s Aja) cilralld Ais Apes gaball Co) galls Lealeial 5 ol ial 4alaill dpaal 4, 
AsdS)) 5555 ay gi tic Deal) i 8 nS i 
Boge cole fis Dal pS de poy peal! Gil Ayalhy day pall LL cli) alata! dpaal 5, 
PURre| 
cma 5 JSG: Dlporll Ass pagal oilodt) JS Cie ce Daal! Ape 9) Cima dead! Jrwasi 6, 
Add JST Apaliall Aggy gail) ALLY! dae gh y G gull Ad jody Cilagial ADA Gye (Sg 
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Aga gral) Aap pall ASLoal) (98 Anil) Ad pall Coles} 5.450 hy all wali clay io 





eal all 
Au all eal yall 
M433 pel 4a pall USLedl) 24 Apa pal GLadtl Ba 50" (2001) Geer ll are real eg pel 1, 
302 — 265 va2¢& «41 & Adtall slay! 
Ade Ao gen) Ay Lei) ct gil 2d lea Gp pesill” (2001) Graal) are real cg papell 2. 
Ga JE ada — Ayla Sa 
22001 Gall Mo stall 52 5" go gen (oa pall anil Aan ge 3, 
1987 .cealy jl Aslall say) ages Lait gill 8 GLa Gy gull ogee dil ue se yall 4, 
- 
Maga geal Ay Lol) gil) Ada go Caza gia gall faced Guus cgaa! ale i ganall aaj gf 5. 
151 — 135 02564 1986 Vols pl Actes Jal ages Aclel 5 JY 
sAnsday) eal pall 
- “Measuring service quality: a reexamination and extension”- Cronin J. and Taylor S. 


(1992) 


- Angur, Maghukar. Nataraajan, R and Jahera, J. (1999). Service quality in the Banking 


industry. International Journal of Banking Marketing. 13-3. 


- Ingram, H and Daskalakis, G. (1999). Measuring quality gaps in hotels: the case of 


Crete. International journal of contemporary Hospitality management. 1-11. 


- Parasuraman, A. Berry, L. and Zeithmal, V. (1991). Refinement and reassesment of the 
SERVQUAL scale. Journal of Retailing 67 : 420-450. 
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